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Customer Service 
This chart summarizes the responses to survey questions 53, 55, and 61 contained in the composite, 
“Customer Service.”  The Customer Service composite was calculated using AHRQ’s methodology, which 
includes question 61.  Individual question-level responses immediately follow. 

Composite

SCHIP (n=521) 

Q53. “In the last 6 months, how much of a problem, if any, was it to find or understand information in the 
written materials?” 

SCHIP (n=207) 

Q55. “In the last 6 months, how much of a problem, if any, was it to get the help you needed when you 
called your child’s health plan’s customer service?” 

SCHIP (n=212) 

Q61. “In the last 6 months, how much of a problem, if any, did you have with paperwork for your child’s 
health plan?” 

SCHIP (n=385) 

           A big problem          A small problem       Not a problem

6% 21% 73%

3% 19% 77%

2% 17% 80%

12% 27% 61%


